
Administrative Services Incidents Report
7/1/2010 to 7/31/2010 as of 8/2/2010

First Contact Resolution 

Administrative Services

Top Number - Total Incidents

Bottom Number - FCR Met

High Low Medium Total

Application 

Support

Application Error None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0
0

1
0

0
0

1
0

Capitol 

Desktop 

Support

_No Tier 2 None None 0

0

5

2

0

0

5

2

Total 0

0

5

2

0

0

5

2

Total 0

0

5

2

0

0

5

2

Application Error Microsoft 

Windows XP 

0

0

1

1

0

0

1

1

Microsoft Word 0

0

1

0

0

0

1

0

Total 0

0

2

1

0

0

2

1

First contact resolution tracks DTS' efforts to resolve customer incidents on initial contact.

Cells displayed show the number of incidents resolved on first contact during the reporting period.



High Low Medium Total

Capitol 

Desktop 

Support

Application Password Novell 

Messenger

0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Reporting Novell 

GroupWise

0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

4

1

0

0

4

1

Network Error None 0

0

2

1

0

0

2

1

Novell Client 

for 32-bit 

0

0

2

0

0

0

2

0

Total 0

0

4

1

0

0

4

1

Incident None 0

0

1

0

0

0

1

0

Novell Client 

for 32-bit 

0

0

1

1

0

0

1

1

Total 0

0

2

1

0

0

2

1

None None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Password Novell Client 

for 32-bit 

0

0

2

0

0

0

2

0

Total 0

0

2

0

0

0

2

0

Performance Novell Client 

for 32-bit 

0

0

1

0

0

0

1

0



High Low Medium Total

Capitol 

Desktop 

Support

Network Performance Total 0

0

1

0

0

0

1

0

Total 0

0

10

2

0

0

10

2

PC/Laptop Error None 0

0

1

0

0

0

1

0

Novell Client 

for 32-bit 

0

0

1

0

0

0

1

0

Total 0

0

2

0

0

0

2

0

Hardware None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

None None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Performance None 0

0

2

0

0

0

2

0

Total 0

0

2

0

0

0

2

0

Virus None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

7

0

0

0

7

0

Print/Copy/Sca

n/Fax

Incident None 0

0

5

2

0

0

5

2

Total 0

0

5

2

0

0

5

2



High Low Medium Total

Capitol 

Desktop 

Support

Print/Copy/Sca

n/Fax

Total 0

0

5

2

0

0

5

2

Total 0
0

31
7

0
0

31
7

Capitol Hosting _No Tier 2 None None 0

0

1

0

1

0

2

0

Total 0

0

1

0

1

0

2

0

Total 0

0

1

0

1

0

2

0

Application Error Novell 

GroupWise

1

0

1

0

0

0

2

0

Utah Master 

Directory

0

0

1

1

0

0

1

1

Total 1

0

2

1

0

0

3

1

Total 1

0

2

1

0

0

3

1

Total 1
0

3
1

1
0

5
1

Diebold EIS Hardware Printer None 0

0

2

0

0

0

2

0

Total 0

0

2

0

0

0

2

0

Total 0

0

2

0

0

0

2

0

Total 0
0

2
0

0
0

2
0

Help Desk Application Error Novell 

GroupWise

0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1



High Low Medium Total

Help Desk Application Password PGP 0

0

2

2

0

0

2

2

Utah Master 

Directory

0

0

2

2

0

0

2

2

Total 0

0

4

4

0

0

4

4

Total 0

0

5

5

0

0

5

5

Mainframe Error BlueZone 0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1

Network Incident Novell Client 

for 32-bit 

0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1

Print/Copy/Sca

n/Fax

Queue None 0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1

Telecom None None 0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1



High Low Medium Total

Help Desk Total 0
0

9
9

0
0

9
9

Metro B 

Desktop 

Support

Application Error Novell 

GroupWise

0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Network Incident None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Password Microsoft 

Windows XP 

0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

2

0

0

0

2

0

PC/Laptop Error Novell Client 

for 32-bit 

0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Performance Microsoft 

Windows XP 

0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

2

0

0

0

2

0

Total 0
0

5
0

0
0

5
0

Metro B Help 

Desk

Application Error Novell 

GroupWise

0

0

1

0

0

0

1

0



High Low Medium Total

Metro B Help 

Desk

Application Error Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0
0

1
0

0
0

1
0

Metro B 

Hosting

Server Hardware None 0

0

0

0

1

0

1

0

Total 0

0

0

0

1

0

1

0

Total 0

0

0

0

1

0

1

0

Total 0
0

0
0

1
0

1
0

Metro C 

Desktop 

Support

Application Error None 0

0

2

0

0

0

2

0

Total 0

0

2

0

0

0

2

0

Total 0

0

2

0

0

0

2

0

Print/Copy/Sca

n/Fax

Incident None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0
0

3
0

0
0

3
0

Metro D North 

Desktop 

Support

_No Tier 2 None Novell 

GroupWise

0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1



High Low Medium Total

Metro D North 

Desktop 

Support

_No Tier 2 Total 0

0

1

1

0

0

1

1

Application Error Novell 

GroupWise

0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1

PC/Laptop Virus None 0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1

Total 0
0

3
3

0
0

3
3

Rural Central 

Desktop 

Support

_No Tier 2 None None 0

0

2

0

0

0

2

0

Total 0

0

2

0

0

0

2

0

Total 0

0

2

0

0

0

2

0

Application None Adobe Reader 0

0

1

0

0

0

1

0

Microsoft 

Windows XP 

0

0

2

2

0

0

2

2

Microsoft 

Windows XP 

0

0

1

1

0

0

1

1

Total 0

0

4

3

0

0

4

3

Total 0

0

4

3

0

0

4

3



High Low Medium Total

Rural Central 

Desktop 

Support

Network Incident None 0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1

None None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

2

1

0

0

2

1

PC/Laptop None Microsoft 

Windows XP 

0

0

4

2

0

0

4

2

Total 0

0

4

2

0

0

4

2

Performance None 0

0

2

0

0

0

2

0

Total 0

0

2

0

0

0

2

0

Total 0

0

6

2

0

0

6

2

Total 0
0

14
6

0
0

14
6

Voice 

Operations

Telecom Call 

Management

Telephone 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Feature None 0

0

1

0

0

0

1

0

Telephone 0

0

2

0

0

0

2

0

Total 0

0

3

0

0

0

3

0



High Low Medium Total

Voice 

Operations

Telecom Voice Mail None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

5

0

0

0

5

0

Total 0
0

5
0

0
0

5
0

Total 1
0

77
26

2
0

80
26



High Low Medium Total

Application 

Support

Application Error None 0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1

Total 0
0

1
1

0
0

1
1

Capitol 

Desktop 

Support

_No Tier 2 None None 0

0

5

0

0

0

5

0

Total 0

0

5

0

0

0

5

0

Total 0

0

5

0

0

0

5

0

Application Error Microsoft 

Windows XP 

0

0

1

1

0

0

1

1

Microsoft Word 0

0

1

1

0

0

1

1

Total 0

0

2

2

0

0

2

2

Password Novell 

Messenger

0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Missed Initial Response

Top Number - Total Incidents

Bottom Number - Missed Inital Response

Missed initial response tracks DTS' efforts to respond to customer incidents in accordance with enterprise standards. 

Enterprise standard response times are: Low within 1 business hour; Medium within 1 business hour; High within 1 clock hour; and 

Critical within 30 clock minutes. 

Cells displayed show the number of incident responses that missed the enterprise standards during the reporting period. 



High Low Medium Total

Capitol 

Desktop 

Support

Application Reporting Novell 

GroupWise

0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1

Total 0

0

4

3

0

0

4

3

Network Error None 0

0

2

1

0

0

2

1

Novell Client 

for 32-bit 

0

0

2

0

0

0

2

0

Total 0

0

4

1

0

0

4

1

Incident None 0

0

1

1

0

0

1

1

Novell Client 

for 32-bit 

0

0

1

0

0

0

1

0

Total 0

0

2

1

0

0

2

1

None None 0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1

Password Novell Client 

for 32-bit 

0

0

2

1

0

0

2

1

Total 0

0

2

1

0

0

2

1

Performance Novell Client 

for 32-bit 

0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

10

4

0

0

10

4



High Low Medium Total

Capitol 

Desktop 

Support

PC/Laptop Error None 0

0

1

0

0

0

1

0

Novell Client 

for 32-bit 

0

0

1

1

0

0

1

1

Total 0

0

2

1

0

0

2

1

Hardware None 0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1

None None 0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1

Performance None 0

0

2

0

0

0

2

0

Total 0

0

2

0

0

0

2

0

Virus None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

7

3

0

0

7

3

Print/Copy/Sca

n/Fax

Incident None 0

0

5

1

0

0

5

1

Total 0

0

5

1

0

0

5

1

Total 0

0

5

1

0

0

5

1

Total 0
0

31
11

0
0

31
11



High Low Medium Total

Capitol Hosting _No Tier 2 None None 0

0

1

0

1

0

2

0

Total 0

0

1

0

1

0

2

0

Total 0

0

1

0

1

0

2

0

Application Error Novell 

GroupWise

1

0

1

0

0

0

2

0

Utah Master 

Directory

0

0

1

0

0

0

1

0

Total 1

0

2

0

0

0

3

0

Total 1

0

2

0

0

0

3

0

Total 1
0

3
0

1
0

5
0

Diebold EIS Hardware Printer None 0

0

2

0

0

0

2

0

Total 0

0

2

0

0

0

2

0

Total 0

0

2

0

0

0

2

0

Total 0
0

2
0

0
0

2
0

Help Desk Application Error Novell 

GroupWise

0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Password PGP 0

0

2

0

0

0

2

0

Utah Master 

Directory

0

0

2

0

0

0

2

0



High Low Medium Total

Help Desk Application Password Total 0

0

4

0

0

0

4

0

Total 0

0

5

0

0

0

5

0

Mainframe Error BlueZone 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Network Incident Novell Client 

for 32-bit 

0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Print/Copy/Sca

n/Fax

Queue None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Telecom None None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0
0

9
0

0
0

9
0

Metro B 

Desktop 

Support

Application Error Novell 

GroupWise

0

0

1

0

0

0

1

0



High Low Medium Total

Metro B 

Desktop 

Support

Application Error Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Network Incident None 0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1

Password Microsoft 

Windows XP 

0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1

Total 0

0

2

2

0

0

2

2

PC/Laptop Error Novell Client 

for 32-bit 

0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Performance Microsoft 

Windows XP 

0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1

Total 0

0

2

1

0

0

2

1

Total 0
0

5
3

0
0

5
3

Metro B Help 

Desk

Application Error Novell 

GroupWise

0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0



High Low Medium Total

Metro B Help 

Desk

Total 0
0

1
0

0
0

1
0

Metro B 

Hosting

Server Hardware None 0

0

0

0

1

1

1

1

Total 0

0

0

0

1

1

1

1

Total 0

0

0

0

1

1

1

1

Total 0
0

0
0

1
1

1
1

Metro C 

Desktop 

Support

Application Error None 0

0

2

1

0

0

2

1

Total 0

0

2

1

0

0

2

1

Total 0

0

2

1

0

0

2

1

Print/Copy/Sca

n/Fax

Incident None 0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1

Total 0
0

3
2

0
0

3
2

Metro D North 

Desktop 

Support

_No Tier 2 None Novell 

GroupWise

0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Application Error Novell 

GroupWise

0

0

1

0

0

0

1

0



High Low Medium Total

Metro D North 

Desktop 

Support

Application Error Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

PC/Laptop Virus None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0
0

3
0

0
0

3
0

Rural Central 

Desktop 

Support

_No Tier 2 None None 0

0

2

0

0

0

2

0

Total 0

0

2

0

0

0

2

0

Total 0

0

2

0

0

0

2

0

Application None Adobe Reader 0

0

1

0

0

0

1

0

Microsoft 

Windows XP 

0

0

2

0

0

0

2

0

Microsoft 

Windows XP 

0

0

1

0

0

0

1

0

Total 0

0

4

0

0

0

4

0

Total 0

0

4

0

0

0

4

0

Network Incident None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0



High Low Medium Total

Rural Central 

Desktop 

Support

Network None None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

2

0

0

0

2

0

PC/Laptop None Microsoft 

Windows XP 

0

0

4

0

0

0

4

0

Total 0

0

4

0

0

0

4

0

Performance None 0

0

2

0

0

0

2

0

Total 0

0

2

0

0

0

2

0

Total 0

0

6

0

0

0

6

0

Total 0
0

14
0

0
0

14
0

Voice 

Operations

Telecom Call 

Management

Telephone 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Feature None 0

0

1

0

0

0

1

0

Telephone 0

0

2

0

0

0

2

0

Total 0

0

3

0

0

0

3

0

Voice Mail None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0



High Low Medium Total

Voice 

Operations

Telecom Total 0

0

5

0

0

0

5

0

Total 0
0

5
0

0
0

5
0

Total 1
0

77
17

2
1

80
18



Average Time To Initial Response

Top Number - Total Incidents

Bottom Number -Average time in hours

Average time to initial response tracks DTS' efforts in responding to customer incidents based upon established enterprise standards. 

Enterprise standard response times are: Low within 1 business hour; Medium within 1 business hour; High within 1 clock hour; and 

Critical within 30 clock hour minutes. 

Cells displayed show the number of incidents and the average time it took DTS to respond to the customer's problem.

High Low Medium Total

Application 

Support

Application Error None 0

0.00

1

5.53

0

0.00

1

5.53

Total 0

0.00

1

5.53

0

0.00

1

5.53

Total 0

0.00

1

5.53

0

0.00

1

5.53

Total 0
0.00

1
5.53

0
0.00

1
5.53

Capitol 

Desktop 

Support

_No Tier 2 None None 0

0.00

5

0.00

0

0.00

5

0.00

Total 0

0.00

5

0.00

0

0.00

5

0.00

Total 0

0.00

5

0.00

0

0.00

5

0.00

Application Error Microsoft 

Windows XP 

0

0.00

1

1.76

0

0.00

1

1.76

Microsoft Word 0

0.00

1

1.65

0

0.00

1

1.65

Total 0

0.00

2

1.71

0

0.00

2

1.71

Password Novell 

Messenger

0

0.00

1

0.62

0

0.00

1

0.62

Total 0

0.00

1

0.62

0

0.00

1

0.62



High Low Medium Total

Capitol 

Desktop 

Support

Application Reporting Novell 

GroupWise

0

0.00

1

2.26

0

0.00

1

2.26

Total 0

0.00

1

2.26

0

0.00

1

2.26

Total 0

0.00

4

1.57

0

0.00

4

1.57

Network Error None 0

0.00

2

0.78

0

0.00

2

0.78

Novell Client 

for 32-bit 

0

0.00

2

0.20

0

0.00

2

0.20

Total 0

0.00

4

0.49

0

0.00

4

0.49

Incident None 0

0.00

1

6.27

0

0.00

1

6.27

Novell Client 

for 32-bit 

0

0.00

1

0.55

0

0.00

1

0.55

Total 0

0.00

2

3.41

0

0.00

2

3.41

None None 0

0.00

1

1.05

0

0.00

1

1.05

Total 0

0.00

1

1.05

0

0.00

1

1.05

Password Novell Client 

for 32-bit 

0

0.00

2

2.32

0

0.00

2

2.32

Total 0

0.00

2

2.32

0

0.00

2

2.32

Performance Novell Client 

for 32-bit 

0

0.00

1

0.55

0

0.00

1

0.55

Total 0

0.00

1

0.55

0

0.00

1

0.55

Total 0

0.00

10

1.50

0

0.00

10

1.50



High Low Medium Total

Capitol 

Desktop 

Support

PC/Laptop Error None 0

0.00

1

0.00

0

0.00

1

0.00

Novell Client 

for 32-bit 

0

0.00

1

1.46

0

0.00

1

1.46

Total 0

0.00

2

0.73

0

0.00

2

0.73

Hardware None 0

0.00

1

3.14

0

0.00

1

3.14

Total 0

0.00

1

3.14

0

0.00

1

3.14

None None 0

0.00

1

1.31

0

0.00

1

1.31

Total 0

0.00

1

1.31

0

0.00

1

1.31

Performance None 0

0.00

2

0.43

0

0.00

2

0.43

Total 0

0.00

2

0.43

0

0.00

2

0.43

Virus None 0

0.00

1

0.12

0

0.00

1

0.12

Total 0

0.00

1

0.12

0

0.00

1

0.12

Total 0

0.00

7

0.98

0

0.00

7

0.98

Print/Copy/Sca

n/Fax

Incident None 0

0.00

5

0.40

0

0.00

5

0.40

Total 0

0.00

5

0.40

0

0.00

5

0.40

Total 0

0.00

5

0.40

0

0.00

5

0.40

Total 0
0.00

31
0.97

0
0.00

31
0.97



High Low Medium Total

Capitol Hosting _No Tier 2 None None 0

0.00

1

0.21

1

0.17

2

0.19

Total 0

0.00

1

0.21

1

0.17

2

0.19

Total 0

0.00

1

0.21

1

0.17

2

0.19

Application Error Novell 

GroupWise

1

0.16

1

0.24

0

0.00

2

0.20

Utah Master 

Directory

0

0.00

1

0.07

0

0.00

1

0.07

Total 1

0.16

2

0.16

0

0.00

3

0.16

Total 1

0.16

2

0.16

0

0.00

3

0.16

Total 1
0.16

3
0.18

1
0.17

5
0.17

Diebold EIS Hardware Printer None 0

0.00

2

0.33

0

0.00

2

0.33

Total 0

0.00

2

0.33

0

0.00

2

0.33

Total 0

0.00

2

0.33

0

0.00

2

0.33

Total 0
0.00

2
0.33

0
0.00

2
0.33

Help Desk Application Error Novell 

GroupWise

0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

Password PGP 0

0.00

2

0.00

0

0.00

2

0.00

Utah Master 

Directory

0

0.00

2

0.00

0

0.00

2

0.00



High Low Medium Total

Help Desk Application Password Total 0

0.00

4

0.00

0

0.00

4

0.00

Total 0

0.00

5

0.00

0

0.00

5

0.00

Mainframe Error BlueZone 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

Network Incident Novell Client 

for 32-bit 

0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

Print/Copy/Sca

n/Fax

Queue None 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

Telecom None None 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

Total 0
0.00

9
0.00

0
0.00

9
0.00

Metro B 

Desktop 

Support

Application Error Novell 

GroupWise

0

0.00

1

0.22

0

0.00

1

0.22



High Low Medium Total

Metro B 

Desktop 

Support

Application Error Total 0

0.00

1

0.22

0

0.00

1

0.22

Total 0

0.00

1

0.22

0

0.00

1

0.22

Network Incident None 0

0.00

1

2.40

0

0.00

1

2.40

Total 0

0.00

1

2.40

0

0.00

1

2.40

Password Microsoft 

Windows XP 

0

0.00

1

2.95

0

0.00

1

2.95

Total 0

0.00

1

2.95

0

0.00

1

2.95

Total 0

0.00

2

2.67

0

0.00

2

2.67

PC/Laptop Error Novell Client 

for 32-bit 

0

0.00

1

0.51

0

0.00

1

0.51

Total 0

0.00

1

0.51

0

0.00

1

0.51

Performance Microsoft 

Windows XP 

0

0.00

1

15.77

0

0.00

1

15.77

Total 0

0.00

1

15.77

0

0.00

1

15.77

Total 0

0.00

2

8.14

0

0.00

2

8.14

Total 0
0.00

5
4.37

0
0.00

5
4.37

Metro B Help 

Desk

Application Error Novell 

GroupWise

0

0.00

1

0.17

0

0.00

1

0.17

Total 0

0.00

1

0.17

0

0.00

1

0.17

Total 0

0.00

1

0.17

0

0.00

1

0.17



High Low Medium Total

Metro B Help 

Desk

Total 0
0.00

1
0.17

0
0.00

1
0.17

Metro B 

Hosting

Server Hardware None 0

0.00

0

0.00

1

1.04

1

1.04

Total 0

0.00

0

0.00

1

1.04

1

1.04

Total 0

0.00

0

0.00

1

1.04

1

1.04

Total 0
0.00

0
0.00

1
1.04

1
1.04

Metro C 

Desktop 

Support

Application Error None 0

0.00

2

0.55

0

0.00

2

0.55

Total 0

0.00

2

0.55

0

0.00

2

0.55

Total 0

0.00

2

0.55

0

0.00

2

0.55

Print/Copy/Sca

n/Fax

Incident None 0

0.00

1

1.64

0

0.00

1

1.64

Total 0

0.00

1

1.64

0

0.00

1

1.64

Total 0

0.00

1

1.64

0

0.00

1

1.64

Total 0
0.00

3
0.91

0
0.00

3
0.91

Metro D North 

Desktop 

Support

_No Tier 2 None Novell 

GroupWise

0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

Application Error Novell 

GroupWise

0

0.00

1

0.00

0

0.00

1

0.00



High Low Medium Total

Metro D North 

Desktop 

Support

Application Error Total 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

PC/Laptop Virus None 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

Total 0
0.00

3
0.00

0
0.00

3
0.00

Rural Central 

Desktop 

Support

_No Tier 2 None None 0

0.00

2

0.00

0

0.00

2

0.00

Total 0

0.00

2

0.00

0

0.00

2

0.00

Total 0

0.00

2

0.00

0

0.00

2

0.00

Application None Adobe Reader 0

0.00

1

0.00

0

0.00

1

0.00

Microsoft 

Windows XP 

0

0.00

2

0.00

0

0.00

2

0.00

Microsoft 

Windows XP 

0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

4

0.00

0

0.00

4

0.00

Total 0

0.00

4

0.00

0

0.00

4

0.00

Network Incident None 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00



High Low Medium Total

Rural Central 

Desktop 

Support

Network None None 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

2

0.00

0

0.00

2

0.00

PC/Laptop None Microsoft 

Windows XP 

0

0.00

4

0.00

0

0.00

4

0.00

Total 0

0.00

4

0.00

0

0.00

4

0.00

Performance None 0

0.00

2

0.00

0

0.00

2

0.00

Total 0

0.00

2

0.00

0

0.00

2

0.00

Total 0

0.00

6

0.00

0

0.00

6

0.00

Total 0
0.00

14
0.00

0
0.00

14
0.00

Voice 

Operations

Telecom Call 

Management

Telephone 0

0.00

1

0.20

0

0.00

1

0.20

Total 0

0.00

1

0.20

0

0.00

1

0.20

Feature None 0

0.00

1

0.40

0

0.00

1

0.40

Telephone 0

0.00

2

0.50

0

0.00

2

0.50

Total 0

0.00

3

0.47

0

0.00

3

0.47

Voice Mail None 0

0.00

1

0.45

0

0.00

1

0.45

Total 0

0.00

1

0.45

0

0.00

1

0.45



High Low Medium Total

Voice 

Operations

Telecom Total 0

0.00

5

0.41

0

0.00

5

0.41

Total 0
0.00

5
0.41

0
0.00

5
0.41

Total 1
0.16

77
0.83

2
0.61

80
0.81



High Low Medium Total

Application 

Support

Application Error None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0
0

1
0

0
0

1
0

Capitol 

Desktop 

Support

_No Tier 2 None None 0

0

5

0

0

0

5

0

Total 0

0

5

0

0

0

5

0

Total 0

0

5

0

0

0

5

0

Application Error Microsoft 

Windows XP 

0

0

1

0

0

0

1

0

Microsoft Word 0

0

1

0

0

0

1

0

Total 0

0

2

0

0

0

2

0

Password Novell 

Messenger

0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Reporting Novell 

GroupWise

0

0

1

0

0

0

1

0

Missed Resolution

Top Number - Total Incidents

Bottom Number - Missed Resolution

Missed resolution tracks DTS' efforts to resolve customer incidents in accordance with enterprise standards. 

Enterprise standard resolution times are: Low within 6 business hours; Medium within 4 business hours; High within 3 clock hours; and 

Critical within 2 clock hours. 

Cells displayed show the number of incidents that missed the enterprise resolution times during the reporting period.



High Low Medium Total

Capitol 

Desktop 

Support

Application Reporting Total 0

0

1

0

0

0

1

0

Total 0

0

4

0

0

0

4

0

Network Error None 0

0

2

0

0

0

2

0

Novell Client 

for 32-bit 

0

0

2

0

0

0

2

0

Total 0

0

4

0

0

0

4

0

Incident None 0

0

1

1

0

0

1

1

Novell Client 

for 32-bit 

0

0

1

0

0

0

1

0

Total 0

0

2

1

0

0

2

1

None None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Password Novell Client 

for 32-bit 

0

0

2

1

0

0

2

1

Total 0

0

2

1

0

0

2

1

Performance Novell Client 

for 32-bit 

0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

10

2

0

0

10

2

PC/Laptop Error None 0

0

1

0

0

0

1

0



High Low Medium Total

Capitol 

Desktop 

Support

PC/Laptop Error Novell Client 

for 32-bit 

0

0

1

0

0

0

1

0

Total 0

0

2

0

0

0

2

0

Hardware None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

None None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Performance None 0

0

2

0

0

0

2

0

Total 0

0

2

0

0

0

2

0

Virus None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

7

0

0

0

7

0

Print/Copy/Sca

n/Fax

Incident None 0

0

5

1

0

0

5

1

Total 0

0

5

1

0

0

5

1

Total 0

0

5

1

0

0

5

1

Total 0
0

31
3

0
0

31
3

Capitol Hosting _No Tier 2 None None 0

0

1

0

1

0

2

0



High Low Medium Total

Capitol Hosting _No Tier 2 None Total 0

0

1

0

1

0

2

0

Total 0

0

1

0

1

0

2

0

Application Error Novell 

GroupWise

1

0

1

0

0

0

2

0

Utah Master 

Directory

0

0

1

0

0

0

1

0

Total 1

0

2

0

0

0

3

0

Total 1

0

2

0

0

0

3

0

Total 1
0

3
0

1
0

5
0

Diebold EIS Hardware Printer None 0

0

2

1

0

0

2

1

Total 0

0

2

1

0

0

2

1

Total 0

0

2

1

0

0

2

1

Total 0
0

2
1

0
0

2
1

Help Desk Application Error Novell 

GroupWise

0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Password PGP 0

0

2

0

0

0

2

0

Utah Master 

Directory

0

0

2

0

0

0

2

0

Total 0

0

4

0

0

0

4

0



High Low Medium Total

Help Desk Application Total 0

0

5

0

0

0

5

0

Mainframe Error BlueZone 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Network Incident Novell Client 

for 32-bit 

0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Print/Copy/Sca

n/Fax

Queue None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Telecom None None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0
0

9
0

0
0

9
0

Metro B 

Desktop 

Support

Application Error Novell 

GroupWise

0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0



High Low Medium Total

Metro B 

Desktop 

Support

Application Total 0

0

1

0

0

0

1

0

Network Incident None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Password Microsoft 

Windows XP 

0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

2

0

0

0

2

0

PC/Laptop Error Novell Client 

for 32-bit 

0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1

Performance Microsoft 

Windows XP 

0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1

Total 0

0

2

2

0

0

2

2

Total 0
0

5
2

0
0

5
2

Metro B Help 

Desk

Application Error Novell 

GroupWise

0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0
0

1
0

0
0

1
0



High Low Medium Total

Metro B 

Hosting

Server Hardware None 0

0

0

0

1

0

1

0

Total 0

0

0

0

1

0

1

0

Total 0

0

0

0

1

0

1

0

Total 0
0

0
0

1
0

1
0

Metro C 

Desktop 

Support

Application Error None 0

0

2

2

0

0

2

2

Total 0

0

2

2

0

0

2

2

Total 0

0

2

2

0

0

2

2

Print/Copy/Sca

n/Fax

Incident None 0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1

Total 0
0

3
3

0
0

3
3

Metro D North 

Desktop 

Support

_No Tier 2 None Novell 

GroupWise

0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Application Error Novell 

GroupWise

0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0



High Low Medium Total

Metro D North 

Desktop 

Support

Application Total 0

0

1

0

0

0

1

0

PC/Laptop Virus None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0
0

3
0

0
0

3
0

Rural Central 

Desktop 

Support

_No Tier 2 None None 0

0

2

0

0

0

2

0

Total 0

0

2

0

0

0

2

0

Total 0

0

2

0

0

0

2

0

Application None Adobe Reader 0

0

1

0

0

0

1

0

Microsoft 

Windows XP 

0

0

2

0

0

0

2

0

Microsoft 

Windows XP 

0

0

1

0

0

0

1

0

Total 0

0

4

0

0

0

4

0

Total 0

0

4

0

0

0

4

0

Network Incident None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

None None 0

0

1

0

0

0

1

0



High Low Medium Total

Rural Central 

Desktop 

Support

Network None Total 0

0

1

0

0

0

1

0

Total 0

0

2

0

0

0

2

0

PC/Laptop None Microsoft 

Windows XP 

0

0

4

0

0

0

4

0

Total 0

0

4

0

0

0

4

0

Performance None 0

0

2

0

0

0

2

0

Total 0

0

2

0

0

0

2

0

Total 0

0

6

0

0

0

6

0

Total 0
0

14
0

0
0

14
0

Voice 

Operations

Telecom Call 

Management

Telephone 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Feature None 0

0

1

1

0

0

1

1

Telephone 0

0

2

0

0

0

2

0

Total 0

0

3

1

0

0

3

1

Voice Mail None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

5

1

0

0

5

1



High Low Medium Total

Voice 

Operations

Total 0
0

5
1

0
0

5
1

Total 1
0

77
10

2
0

80
10



High Low Medium Total

Application 

Support

Application Error None 0

0.00

1

5.53

0

0.00

1

5.53

Total 0

0.00

1

5.53

0

0.00

1

5.53

Total 0

0.00

1

5.53

0

0.00

1

5.53

Total 0
0.00

1
5.53

0
0.00

1
5.53

Capitol 

Desktop 

Support

_No Tier 2 None None 0

0.00

5

0.00

0

0.00

5

0.00

Total 0

0.00

5

0.00

0

0.00

5

0.00

Total 0

0.00

5

0.00

0

0.00

5

0.00

Application Error Microsoft 

Windows XP 

0

0.00

1

1.76

0

0.00

1

1.76

Microsoft Word 0

0.00

1

3.45

0

0.00

1

3.45

Total 0

0.00

2

2.60

0

0.00

2

2.60

Password Novell 

Messenger

0

0.00

1

0.62

0

0.00

1

0.62

Total 0

0.00

1

0.62

0

0.00

1

0.62

Average Time To Resolution

Top Number - Total Incidents

Bottom Number - Average time in hours

Average time to resolution tracks DTS' efforts to resolve customer incidents based upon established enterprise standards. 

Enterprise standard resolution times are: Low within 6 business hours; Medium within 4 business hours; High within 3 clock hours; and 

Critical within 2 clock hours. 

Cells displayed show the number of incidents and the average time it took DTS to resolve the customer's problem.



High Low Medium Total

Capitol 

Desktop 

Support

Application Reporting Novell 

GroupWise

0

0.00

1

2.26

0

0.00

1

2.26

Total 0

0.00

1

2.26

0

0.00

1

2.26

Total 0

0.00

4

2.02

0

0.00

4

2.02

Network Error None 0

0.00

2

0.99

0

0.00

2

0.99

Novell Client 

for 32-bit 

0

0.00

2

0.67

0

0.00

2

0.67

Total 0

0.00

4

0.83

0

0.00

4

0.83

Incident None 0

0.00

1

8.90

0

0.00

1

8.90

Novell Client 

for 32-bit 

0

0.00

1

1.50

0

0.00

1

1.50

Total 0

0.00

2

5.20

0

0.00

2

5.20

None None 0

0.00

1

1.05

0

0.00

1

1.05

Total 0

0.00

1

1.05

0

0.00

1

1.05

Password Novell Client 

for 32-bit 

0

0.00

2

16.08

0

0.00

2

16.08

Total 0

0.00

2

16.08

0

0.00

2

16.08

Performance Novell Client 

for 32-bit 

0

0.00

1

0.55

0

0.00

1

0.55

Total 0

0.00

1

0.55

0

0.00

1

0.55

Total 0

0.00

10

4.75

0

0.00

10

4.75



High Low Medium Total

Capitol 

Desktop 

Support

PC/Laptop Error None 0

0.00

1

0.00

0

0.00

1

0.00

Novell Client 

for 32-bit 

0

0.00

1

3.22

0

0.00

1

3.22

Total 0

0.00

2

1.61

0

0.00

2

1.61

Hardware None 0

0.00

1

3.14

0

0.00

1

3.14

Total 0

0.00

1

3.14

0

0.00

1

3.14

None None 0

0.00

1

1.31

0

0.00

1

1.31

Total 0

0.00

1

1.31

0

0.00

1

1.31

Performance None 0

0.00

2

1.39

0

0.00

2

1.39

Total 0

0.00

2

1.39

0

0.00

2

1.39

Virus None 0

0.00

1

1.89

0

0.00

1

1.89

Total 0

0.00

1

1.89

0

0.00

1

1.89

Total 0

0.00

7

1.76

0

0.00

7

1.76

Print/Copy/Sca

n/Fax

Incident None 0

0.00

5

1.55

0

0.00

5

1.55

Total 0

0.00

5

1.55

0

0.00

5

1.55

Total 0

0.00

5

1.55

0

0.00

5

1.55

Total 0
0.00

31
2.44

0
0.00

31
2.44



High Low Medium Total

Capitol Hosting _No Tier 2 None None 0

0.00

1

0.22

1

0.17

2

0.19

Total 0

0.00

1

0.22

1

0.17

2

0.19

Total 0

0.00

1

0.22

1

0.17

2

0.19

Application Error Novell 

GroupWise

1

0.20

1

0.24

0

0.00

2

0.22

Utah Master 

Directory

0

0.00

1

0.07

0

0.00

1

0.07

Total 1

0.20

2

0.16

0

0.00

3

0.17

Total 1

0.20

2

0.16

0

0.00

3

0.17

Total 1
0.20

3
0.18

1
0.17

5
0.18

Diebold EIS Hardware Printer None 0

0.00

2

6.09

0

0.00

2

6.09

Total 0

0.00

2

6.09

0

0.00

2

6.09

Total 0

0.00

2

6.09

0

0.00

2

6.09

Total 0
0.00

2
6.09

0
0.00

2
6.09

Help Desk Application Error Novell 

GroupWise

0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

Password PGP 0

0.00

2

0.00

0

0.00

2

0.00

Utah Master 

Directory

0

0.00

2

0.00

0

0.00

2

0.00



High Low Medium Total

Help Desk Application Password Total 0

0.00

4

0.00

0

0.00

4

0.00

Total 0

0.00

5

0.00

0

0.00

5

0.00

Mainframe Error BlueZone 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

Network Incident Novell Client 

for 32-bit 

0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

Print/Copy/Sca

n/Fax

Queue None 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

Telecom None None 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

Total 0
0.00

9
0.00

0
0.00

9
0.00

Metro B 

Desktop 

Support

Application Error Novell 

GroupWise

0

0.00

1

3.87

0

0.00

1

3.87



High Low Medium Total

Metro B 

Desktop 

Support

Application Error Total 0

0.00

1

3.87

0

0.00

1

3.87

Total 0

0.00

1

3.87

0

0.00

1

3.87

Network Incident None 0

0.00

1

2.40

0

0.00

1

2.40

Total 0

0.00

1

2.40

0

0.00

1

2.40

Password Microsoft 

Windows XP 

0

0.00

1

2.95

0

0.00

1

2.95

Total 0

0.00

1

2.95

0

0.00

1

2.95

Total 0

0.00

2

2.67

0

0.00

2

2.67

PC/Laptop Error Novell Client 

for 32-bit 

0

0.00

1

23.65

0

0.00

1

23.65

Total 0

0.00

1

23.65

0

0.00

1

23.65

Performance Microsoft 

Windows XP 

0

0.00

1

15.77

0

0.00

1

15.77

Total 0

0.00

1

15.77

0

0.00

1

15.77

Total 0

0.00

2

19.71

0

0.00

2

19.71

Total 0
0.00

5
9.73

0
0.00

5
9.73

Metro B Help 

Desk

Application Error Novell 

GroupWise

0

0.00

1

0.57

0

0.00

1

0.57

Total 0

0.00

1

0.57

0

0.00

1

0.57

Total 0

0.00

1

0.57

0

0.00

1

0.57



High Low Medium Total

Metro B Help 

Desk

Total 0
0.00

1
0.57

0
0.00

1
0.57

Metro B 

Hosting

Server Hardware None 0

0.00

0

0.00

1

3.15

1

3.15

Total 0

0.00

0

0.00

1

3.15

1

3.15

Total 0

0.00

0

0.00

1

3.15

1

3.15

Total 0
0.00

0
0.00

1
3.15

1
3.15

Metro C 

Desktop 

Support

Application Error None 0

0.00

2

18.02

0

0.00

2

18.02

Total 0

0.00

2

18.02

0

0.00

2

18.02

Total 0

0.00

2

18.02

0

0.00

2

18.02

Print/Copy/Sca

n/Fax

Incident None 0

0.00

1

8.03

0

0.00

1

8.03

Total 0

0.00

1

8.03

0

0.00

1

8.03

Total 0

0.00

1

8.03

0

0.00

1

8.03

Total 0
0.00

3
14.69

0
0.00

3
14.69

Metro D North 

Desktop 

Support

_No Tier 2 None Novell 

GroupWise

0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

Application Error Novell 

GroupWise

0

0.00

1

0.00

0

0.00

1

0.00



High Low Medium Total

Metro D North 

Desktop 

Support

Application Error Total 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

PC/Laptop Virus None 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

Total 0
0.00

3
0.00

0
0.00

3
0.00

Rural Central 

Desktop 

Support

_No Tier 2 None None 0

0.00

2

0.00

0

0.00

2

0.00

Total 0

0.00

2

0.00

0

0.00

2

0.00

Total 0

0.00

2

0.00

0

0.00

2

0.00

Application None Adobe Reader 0

0.00

1

0.00

0

0.00

1

0.00

Microsoft 

Windows XP 

0

0.00

2

0.00

0

0.00

2

0.00

Microsoft 

Windows XP 

0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

4

0.00

0

0.00

4

0.00

Total 0

0.00

4

0.00

0

0.00

4

0.00

Network Incident None 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00



High Low Medium Total

Rural Central 

Desktop 

Support

Network None None 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

2

0.00

0

0.00

2

0.00

PC/Laptop None Microsoft 

Windows XP 

0

0.00

4

0.00

0

0.00

4

0.00

Total 0

0.00

4

0.00

0

0.00

4

0.00

Performance None 0

0.00

2

0.00

0

0.00

2

0.00

Total 0

0.00

2

0.00

0

0.00

2

0.00

Total 0

0.00

6

0.00

0

0.00

6

0.00

Total 0
0.00

14
0.00

0
0.00

14
0.00

Voice 

Operations

Telecom Call 

Management

Telephone 0

0.00

1

0.26

0

0.00

1

0.26

Total 0

0.00

1

0.26

0

0.00

1

0.26

Feature None 0

0.00

1

10.15

0

0.00

1

10.15

Telephone 0

0.00

2

0.65

0

0.00

2

0.65

Total 0

0.00

3

3.82

0

0.00

3

3.82

Voice Mail None 0

0.00

1

0.58

0

0.00

1

0.58

Total 0

0.00

1

0.58

0

0.00

1

0.58



High Low Medium Total

Voice 

Operations

Telecom Total 0

0.00

5

2.46

0

0.00

5

2.46

Total 0
0.00

5
2.46

0
0.00

5
2.46

Total 1
0.20

77
2.62

2
1.66

80
2.57

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000152840

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000152840

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ClosedAdministrative Services

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ClosedAdministrative Services

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000154106

No  0.00TTR:TTR Missed:Capitol Desktop Support Low ClosedAdministrative Services

_No Tier 2 NoNone  0.21TIR:TIR Missed:NoneINC000000154132

No  0.22TTR:TTR Missed:Capitol Hosting Low ClosedAdministrative Services

_No Tier 2 NoNone  0.17TIR:TIR Missed:NoneINC000000154145

No  0.17TTR:TTR Missed:Capitol Hosting Medium ClosedAdministrative Services

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000156860

No  0.00TTR:TTR Missed:Capitol Desktop Support Low ClosedAdministrative Services

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000157098

No  0.00TTR:TTR Missed:Capitol Desktop Support Low ClosedAdministrative Services

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000158609

No  0.00TTR:TTR Missed:Capitol Desktop Support Low ClosedAdministrative Services

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000159122

No  0.00TTR:TTR Missed:Capitol Desktop Support Low ClosedAdministrative Services

_No Tier 2 NoNone  0.00TIR:TIR Missed:Novell GroupWiseINC000000162732

No  0.00TTR:TTR Missed:Metro D North Desktop Support Low ResolvedAdministrative Services

Application

Application YesError  5.53TIR:TIR Missed:NoneINC000000152587

No  5.53TTR:TTR Missed:Application Support Low ClosedAdministrative Services

Application NoNone  0.00TIR:TIR Missed:Microsoft Windows XP ProfessionalINC000000152834

Application NoNone  0.00TIR:TIR Missed:Microsoft Windows XP ProfessionalINC000000152834

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ClosedAdministrative Services

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ClosedAdministrative Services

Application NoNone  0.00TIR:TIR Missed:Microsoft Windows XP Professional [1]INC000000152844

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ClosedAdministrative Services

Application NoError  0.24TIR:TIR Missed:Novell GroupWiseINC000000154152

No  0.24TTR:TTR Missed:Capitol Hosting Low ClosedAdministrative Services

Application NoError  0.16TIR:TIR Missed:Novell GroupWiseINC000000154160

No  0.20TTR:TTR Missed:Capitol Hosting High ClosedAdministrative Services

Application NoPassword  0.00TIR:TIR Missed:PGPINC000000154175

No  0.00TTR:TTR Missed:Help Desk Low ClosedAdministrative Services

Application NoError  0.22TIR:TIR Missed:Novell GroupWiseINC000000154245



No  3.87TTR:TTR Missed:Metro B Desktop Support Low ClosedAdministrative Services

Application NoError  0.00TIR:TIR Missed:Novell GroupWiseINC000000154265

No  0.00TTR:TTR Missed:Help Desk Low ClosedAdministrative Services

Application YesError  1.09TIR:TIR Missed:NoneINC000000154568

Yes  6.48TTR:TTR Missed:Metro C Desktop Support Low ClosedAdministrative Services

Application NoNone  0.00TIR:TIR Missed:Adobe ReaderINC000000155872

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ClosedAdministrative Services

Application YesError  1.76TIR:TIR Missed:Microsoft Windows XP ProfessionnelINC000000156945

No  1.76TTR:TTR Missed:Capitol Desktop Support Low ClosedAdministrative Services

Application NoError  0.17TIR:TIR Missed:Novell GroupWiseINC000000157621

No  0.57TTR:TTR Missed:Metro B Help Desk Low ClosedAdministrative Services

Application NoPassword  0.62TIR:TIR Missed:Novell MessengerINC000000158655

No  0.62TTR:TTR Missed:Capitol Desktop Support Low ClosedAdministrative Services

Application NoPassword  0.00TIR:TIR Missed:Utah Master DirectoryINC000000160765

No  0.00TTR:TTR Missed:Help Desk Low ResolvedAdministrative Services

Application NoPassword  0.00TIR:TIR Missed:Utah Master DirectoryINC000000160768

No  0.00TTR:TTR Missed:Help Desk Low ResolvedAdministrative Services

Application NoError  0.07TIR:TIR Missed:Utah Master DirectoryINC000000161638

No  0.07TTR:TTR Missed:Capitol Hosting Low ResolvedAdministrative Services

Application NoError  0.00TIR:TIR Missed:NoneINC000000162528

Yes  29.56TTR:TTR Missed:Metro C Desktop Support Low ResolvedAdministrative Services

Application YesReporting  2.26TIR:TIR Missed:Novell GroupWiseINC000000162682

No  2.26TTR:TTR Missed:Capitol Desktop Support Low ResolvedAdministrative Services

Application YesError  1.65TIR:TIR Missed:Microsoft WordINC000000162809

No  3.45TTR:TTR Missed:Capitol Desktop Support Low ResolvedAdministrative Services

Application NoError  0.00TIR:TIR Missed:Novell GroupWiseINC000000165053

No  0.00TTR:TTR Missed:Metro D North Desktop Support Low ResolvedAdministrative Services

Application NoPassword  0.00TIR:TIR Missed:PGPINC000000165848

No  0.00TTR:TTR Missed:Help Desk Low ResolvedAdministrative Services

EIS Hardware

EIS Hardware NoPrinter  0.22TIR:TIR Missed:NoneINC000000153889

Yes  7.38TTR:TTR Missed:Diebold Low ClosedAdministrative Services

EIS Hardware NoPrinter  0.43TIR:TIR Missed:NoneINC000000162244

No  4.80TTR:TTR Missed:Diebold Low ResolvedAdministrative Services

Mainframe

Mainframe NoError  0.00TIR:TIR Missed:BlueZoneINC000000155740

No  0.00TTR:TTR Missed:Help Desk Low ClosedAdministrative Services

Network

Network NoError  0.06TIR:TIR Missed:NoneINC000000152083

No  0.47TTR:TTR Missed:Capitol Desktop Support Low ClosedAdministrative Services

Network NoNone  0.00TIR:TIR Missed:NoneINC000000152829

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ClosedAdministrative Services

Network NoPassword  0.68TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000154192

Yes  28.22TTR:TTR Missed:Capitol Desktop Support Low ClosedAdministrative Services

Network NoIncident  0.00TIR:TIR Missed:NoneINC000000154960

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ClosedAdministrative Services

Network NoIncident  0.55TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000155217

No  1.50TTR:TTR Missed:Capitol Desktop Support Low ClosedAdministrative Services



Network NoError  0.12TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000155986

No  0.20TTR:TTR Missed:Capitol Desktop Support Low ClosedAdministrative Services

Network NoError  0.29TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000156089

No  1.13TTR:TTR Missed:Capitol Desktop Support Low ClosedAdministrative Services

Network YesNone  1.05TIR:TIR Missed:NoneINC000000156223

No  1.05TTR:TTR Missed:Capitol Desktop Support Low ClosedAdministrative Services

Network YesIncident  6.27TIR:TIR Missed:NoneINC000000157887

Yes  8.90TTR:TTR Missed:Capitol Desktop Support Low ResolvedAdministrative Services

Network YesError  1.51TIR:TIR Missed:NoneINC000000158730

No  1.51TTR:TTR Missed:Capitol Desktop Support Low ClosedAdministrative Services

Network NoPerformance  0.55TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000159676

No  0.55TTR:TTR Missed:Capitol Desktop Support Low ResolvedAdministrative Services

Network YesIncident  2.40TIR:TIR Missed:NoneINC000000159737

No  2.40TTR:TTR Missed:Metro B Desktop Support Low ResolvedAdministrative Services

Network YesPassword  2.95TIR:TIR Missed:Microsoft Windows XP ProfessionnelINC000000160027

No  2.95TTR:TTR Missed:Metro B Desktop Support Low ResolvedAdministrative Services

Network YesPassword  3.95TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000162439

No  3.95TTR:TTR Missed:Capitol Desktop Support Low ResolvedAdministrative Services

Network NoIncident  0.00TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000163638

No  0.00TTR:TTR Missed:Help Desk Low ResolvedAdministrative Services

PC/Laptop

PC/Laptop YesError  1.46TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000151399

No  3.22TTR:TTR Missed:Capitol Desktop Support Low ClosedAdministrative Services

PC/Laptop YesPerformance  15.77TIR:TIR Missed:Microsoft Windows XP ProfessionnelINC000000151567

Yes  15.77TTR:TTR Missed:Metro B Desktop Support Low ClosedAdministrative Services

PC/Laptop YesHardware  3.14TIR:TIR Missed:NoneINC000000152159

No  3.14TTR:TTR Missed:Capitol Desktop Support Low ClosedAdministrative Services

PC/Laptop NoPerformance  0.00TIR:TIR Missed:NoneINC000000152826

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ClosedAdministrative Services

PC/Laptop NoNone  0.00TIR:TIR Missed:Microsoft Windows XP Professional [3]INC000000152845

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ClosedAdministrative Services

PC/Laptop NoNone  0.00TIR:TIR Missed:Microsoft Windows XP Professional [3]INC000000152849

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ClosedAdministrative Services

PC/Laptop NoNone  0.00TIR:TIR Missed:Microsoft Windows XP Professional [3]INC000000152852

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ClosedAdministrative Services

PC/Laptop NoNone  0.00TIR:TIR Missed:Microsoft Windows XP Professional [3]INC000000152858

No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ClosedAdministrative Services

PC/Laptop NoVirus  0.00TIR:TIR Missed:NoneINC000000152934

No  0.00TTR:TTR Missed:Metro D North Desktop Support Low ClosedAdministrative Services

PC/Laptop NoPerformance  0.22TIR:TIR Missed:NoneINC000000153246

No  1.49TTR:TTR Missed:Capitol Desktop Support Low ClosedAdministrative Services

PC/Laptop YesNone  1.31TIR:TIR Missed:NoneINC000000154101

No  1.31TTR:TTR Missed:Capitol Desktop Support Low ClosedAdministrative Services

PC/Laptop NoVirus  0.12TIR:TIR Missed:NoneINC000000157104

No  1.89TTR:TTR Missed:Capitol Desktop Support Low ClosedAdministrative Services

PC/Laptop NoPerformance  0.64TIR:TIR Missed:NoneINC000000157380

No  1.29TTR:TTR Missed:Capitol Desktop Support Low ClosedAdministrative Services

PC/Laptop NoPerformance  0.00TIR:TIR Missed:NoneINC000000157694



No  0.00TTR:TTR Missed:Rural Central Desktop Support Low ClosedAdministrative Services

PC/Laptop NoError  0.51TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000161689

Yes  23.65TTR:TTR Missed:Metro B Desktop Support Low ResolvedAdministrative Services

PC/Laptop NoError  0.00TIR:TIR Missed:NoneINC000000165863

No  0.00TTR:TTR Missed:Capitol Desktop Support Low ResolvedAdministrative Services

Print/Copy/Scan/Fax

Print/Copy/Scan/Fax NoIncident  0.00TIR:TIR Missed:NoneINC000000154053

No  0.00TTR:TTR Missed:Capitol Desktop Support Low ClosedAdministrative Services

Print/Copy/Scan/Fax YesIncident  1.64TIR:TIR Missed:NoneINC000000157028

Yes  8.03TTR:TTR Missed:Metro C Desktop Support Low ClosedAdministrative Services

Print/Copy/Scan/Fax YesIncident  1.35TIR:TIR Missed:NoneINC000000158072

Yes  7.12TTR:TTR Missed:Capitol Desktop Support Low ClosedAdministrative Services

Print/Copy/Scan/Fax NoIncident  0.00TIR:TIR Missed:NoneINC000000158991

No  0.00TTR:TTR Missed:Capitol Desktop Support Low ClosedAdministrative Services

Print/Copy/Scan/Fax NoIncident  0.29TIR:TIR Missed:NoneINC000000161375

No  0.29TTR:TTR Missed:Capitol Desktop Support Low ResolvedAdministrative Services

Print/Copy/Scan/Fax NoQueue  0.00TIR:TIR Missed:NoneINC000000161891

No  0.00TTR:TTR Missed:Help Desk Low ResolvedAdministrative Services

Print/Copy/Scan/Fax NoIncident  0.35TIR:TIR Missed:NoneINC000000165175

No  0.35TTR:TTR Missed:Capitol Desktop Support Low ResolvedAdministrative Services

Server

Server YesHardware  1.04TIR:TIR Missed:NoneINC000000147753

No  3.15TTR:TTR Missed:Metro B Hosting Medium ClosedAdministrative Services

Telecom

Telecom NoVoice Mail  0.45TIR:TIR Missed:NoneINC000000152612

No  0.58TTR:TTR Missed:Voice Operations Low ClosedAdministrative Services

Telecom NoNone  0.00TIR:TIR Missed:NoneINC000000152757

No  0.00TTR:TTR Missed:Help Desk Low ClosedAdministrative Services

Telecom NoFeature  0.40TIR:TIR Missed:NoneINC000000154618

Yes  10.15TTR:TTR Missed:Voice Operations Low ClosedAdministrative Services

Telecom NoFeature  0.78TIR:TIR Missed:TelephoneINC000000156152

No  0.79TTR:TTR Missed:Voice Operations Low ClosedAdministrative Services

Telecom NoFeature  0.22TIR:TIR Missed:TelephoneINC000000160274

No  0.51TTR:TTR Missed:Voice Operations Low ResolvedAdministrative Services

Telecom NoCall Management  0.20TIR:TIR Missed:TelephoneINC000000164432

No  0.26TTR:TTR Missed:Voice Operations Low ResolvedAdministrative Services


